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(a) Quality is a term that has been defined in many ways. Individuals, groups of
companies and international organizations have attempted to define quality. Discuss
two such definitions. You may select one definition from an individual and one from
an organization. Support your answer with examples taken from products and

services.

(b) Explain in a stepwise manner how you would achieve quality starting from the
definition. You may select one of the definitions of quality to support your answer.

Write an account on each of the following statements.

(a) Quality of a product and quality of a service have the same definition but they have

marked differences.

(b) There will be many deficiencies and inadequacies in formulating product

specifications which ultimately affect overall performance of an organization.

(a) Explain the terms reliability, availability and maintainability.

(b) Following data are applied to a proposed hydraulic subsystem.

Part Failure rate per hour
Check valve 70x 10°

Filter 300 x 10°

Relief valve 30x 10°

Transfer valve 1480 x 10°
Cylinder 40 x 10°

Lines and fittings 80x 10°
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If all parts are in series and critical for subsystem success, what is the probability that
the subsystem will run for at least 20 hours.

(a) Explain Internal customer concept. |
" How does internal customer concept help in improving relationships between
different level of employees in an organization. '

(b) Explain the importance of managing supplier quality. What are the basic measures
to be taken to improve supplier quality?

A company manufacturing packeted items has marked 100 g as the net weight for each pack.
A study of the packing process was done and the results showed that the mean net weight of
a pack’was 101.2 g with a standard deviation of 0.8g. If the net weight is normally
distributed, find the answers to the following questions.

(a) Find the percentage of packs whose net weight is between 100g and 102g.
(b) Find the net weight below which 20 percent of the packs fall.
(c) All packs containing less than 100g are rejected.
They are repacked at a cost of Rs. 5 per pack.
If 15000 packs are produced per day what is cost of repgcking.
(d) To what mean weight should the pack contents be adjusted if only 1 percent of the

packs are to be rejected. Standard deviation remains unchanged.

(a) Fraction defective control chart (p-control chart) has to be installed at an important
step of a process. Explain in a step-wise manner how you would proceed to install
the control chart.

If the company has decided on a maximum allowable fraction defective level, how
you would validate the control chart for future use.

(b) A fraction defective control chart has been setup at a particular stage of a process. In
setting up the control chart 50 items were inspected each time. The central line of the
control chart is 0.02. An inspector took 50 items and found 5 items defective. In
terms of statistical control, what is your opinion about the state of the process at this
time? If the company specification for defectives is 6% maximum, what is your
opinion regarding the use of this control chart for future production?
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“Control and improvement are like two sides of a coin, they are linked together but
they have marked differences”.

Explain this statement with suitable examples.

“Statistically controlled process may produce products not conforming to
specification”. Explain this statement.

In problem solving methodelogy, it is important to narrow down a problem and then
find root causes. Identify a quality tool for each of the above purposes. Describe one
of the quality tools in detail.

‘A company manufacturing liquid detergents in plastic bottles needed to do a
complete study of the bottling process. The company found that the yield was too
low due to high variation. As a consultant in quality indicate in a step-wise manner
how you would conduct the study.
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